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The purpose of the study is to determine the 
relationship between the factors that affects the safety 
and security of passengers and airport users. It’s 
concerned with the problem of security and its relation 
to operating equipment failures, operator negligence 
and damage to infrastructure. The problems of security 
at the airport are very important because, total uses of 
airplanes as the main transport to get out and enter the 
country are increasing day by day. So, many features 
of the airport safety and security concern for protecting 
the country from being attacked and invaded by 
terrorists. We use primary and secondary data. Primary 
data come from books, journals, and websites for 
information. Meanwhile, secondary data come from 
questionnaire and distribute to 100 respondents. This 
studies for review the passenger’s perceptions of 
quality of the safety and security at Kuala Lumpur 
International Airport ( KLIA).  
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1.1  Background of the study 
. 
Airport security has gone through significant changes 
in recent years. Notably, these changes have been 
driven largely by terrorist activities around the globe. 
Airports, prime targets of terrorism and unfriendly 
attacks, are installing improved systems for detection 
of weapons, explosives and explosive devices. 
 
Thus, the airport security has been modified and 
enhanced tremendously to protect passengers, the 
public, and airline and airport employees from armed 
attacks, hijackings and bombings. (Flynn and Kosatka, 
2005). 
 
According to (Simonsen and Spindlove, 2007), many 
reporters believe that the attacks of September 11, 
2001, could have been stopped by airport security 
guards. However they failed to prevent the hijackers 
from boarding the planes. The lack of training and 
scarce benefits airline employees received before 
September 11, attributed to their inability to perform 
and airport security suffered a major blow to its 
performance and credibility. 
  
It was noted that aviation security policies mainly 
seem to respond to a need to do something. Some 
recent changes in security measures have been labeled 
security theatre, because the measures are quite visible 
but their effectiveness is questionable. Such an 
approach seems more in line with policy-making, in 
the sense of attempting to reduce public concerns 
about security, rather than effectively reducing the 
probability of attacks. 
 
1.2  Problem statement 
 
The current scenario shows that the problems of safety 
and security at the airport are very important issue to 
note for the benefit of the country. Total use of 
airplanes as the main transport to get out and enter the 
country, and it is increasing day by day. As a result, 
many features of the airport safety and security 
concern for protecting the country from being attacked 
and invaded by terrorists. 
 
1.3  Objective 
 
The main objective of the research is to identify the 







2.0  LITERATURE REVIEW 
 
2.1  Introduction 
 
The need for airport security and safety is now a major 
concern for all governments around the world. 
Terrorist activities are increasingly common and an 
unfortunate reality in today's world; the shocking 
images of the 7 July 2005 London bomb attack, the 11 
March 2004 train attack in Madrid, and the 11 
September 2001 attack on world trade centre in New 
York remain fresh in our minds. 
 
This chapter contains a review of literature relevant to 
this study. After a historical overview on attacks of 
September 11, 2001, that have affected the airport 
industry, the description and assessment of new and 
modified security measures and procedures will be 
done. Finally, chapter two will be ended with a 
description of passengers’ perception on safety and 
security measures and procedures. 
 
There are many relevant studies concerning airport 
security. However, few studies have been performed 
with the intention of obtaining feedback from airline 
passengers in regards to safety and security measures 
and procedures in airport. 
 
2.2  Airport security measures principles 
 
According to Ashford, Stanton, and Moore (1984), it is 
generally agreed that the nature of unlawful acts 
against civil aviation required an appropriate 
immediate reaction. The safety of many innocent 
parties is frequently involved. Suitable and rapid 
responses to unlawful acts can be achieved only if 
there is a pre-established organizational structure with 
clearly assigned responsibilities.  
 
Governmental departments formulate and issue 
necessary orders and directives and provide guidance 
material to enable each airport and airline to develop a 
security system appropriate to its own particular needs. 
While recognizing that all those concerned with the 
transport of passengers, cargo, and mail have a 
responsibility to take necessary safeguarding 
measures, the established practices of different 
countries will act as a modifying factor on the national 
procedures for aviation security. Nevertheless, there 
are broad principles of universal application such as 




2.3  Airport security responsibility and 
 organization 
 
Aviation security concerns all unlawful acts connected 
with civil air transport. Airport security provides a first 
line of defense by attempting to stop would-be 
attackers from bringing weapons or bombs into the 
airport. If they can succeed in this, then the chances of 
these devices getting on to aircraft are greatly reduced. 
As such, airport security serves two purposes like to 
protect the airport from attacks and crime and, to 
protect the aircraft from attack.  
 
The primary personnel will vary and can include a 
police force hired and dedicated to the airport, a 
branch (substation) of the local police department 
stationed at the airport, members of the local police 
department assigned to the airport as their normal 
patrol area, members of a country are military, 
members of a country's airport protection service, and 
police dog services for explosive detection. 
 
2.4  Process and Facility 
 
Security system operates throughout the whole 
passenger facilitation process of ticketing, passenger 
and baggage check-in, and boarding. Abnormal 
behavior at the ticketing and check-in stage should 
alert staff to potential problems. In the boarding 
process, security procedures must ensure that no 
would-be assailant is able to convey any weapon to the 
aircraft. The mere presence of visible efficient security 
systems is likely to reduce the likelihood of the 
occurrence of incidents. 
 
According to Ashford et al (1984), successful security 
necessitates that the airside-landside boundary be well 
defined and continuous through the passenger 
terminal, with a clear definition of security cleared 
"sterile" areas.. Access to the airside through staff 
areas must not be direct and must be clearly signed as 
closed to the public. Doors from the passenger 
terminal to the apron must be locked. Where 
emergency exits give access to the apron, they should 
be fitted with alarms. Equal care must be taken to 
secure access to the apron via unattended loading 
bridges and other apron connectors. 
 
The security screening of passengers can be carried out 
in a decentralized way at the individual aircraft gates. 
Some operators believe gate screening achieves 
maximum security. However, it requires more 
screening equipment and staff, tends to cause longer 




challenge to any armed person or group is performed 
in the vicinity of the aircraft 
Passenger screening is carried out by physical search 
and the use of electromechanical, electronic, and X-ray 
equipment. The screening process is significantly 
improved by limiting carry-on baggage to one piece. 
Either baggage is automatically machine checked or 
hand searched while the personal screening is carried 
out by walk through machines, supplemented where 
necessary by a body search. In general, the security 
staff will take possession of all firearms; offensive 
weapons and imitations; explosives; inflammable, 
toxic, and corrosive substances.  
 
Protection of the aircraft means that all avenues to any 
aircraft on the apron must be secure. Staff working on 
the airport must realize that terrorist organizations may 
be as well aware of airport operating procedures as the 
staff themselves. The systematic checking of the 
efficiency of security systems is therefore essential. 
Furthermore, the use of covert surveillance can be just 
as useful as overt screening devices. This introduces 
an element of insecurity in the minds of potential 
violators. Consequently, the full extent of the security 
system should be known to as few persons as possible 
from an operational viewpoint. 
 
 
2.5  Passengers perception on airport 
safety  and measures 
 
The airport industry is changing rapidly. Today's air 
travelers have meaningful choices among airports and 
there is an increasing urgency among airport marketers 
to differentiate themselves by meeting the needs of 
customers better than the competition. While 
passengers' perception of airport service quality is only 
one of several variables (e.g. routes, scheduling, 
location and prices) that contribute to overall airport 
attractiveness, it is nevertheless an important variable 
because of the increasing importance of a customer 
orientation to competitive advantage in this industry. 
 
Gill (2004) consider that in the aviation environment 
safety could not be guaranteed, it can only be 
forecasted. Its assurance comes only when the 
operation is completed safely. Forecasted safety 
depends on the perceived capability of the safety 
delivery system in which operations are conducted 
safely. A safety delivery system incorporates all 
stakeholders who are responsible, directly and/or 
indirectly, for the safe completion of  an 
operation. With this in mind, participants defined 
forecasted safety as a situation dependent upon the 
safety delivery system for a safe outcome. 
 
3.0  METHODOLOGY 
 
 
3.1  INTRODUCTION 
 
Methodology is defined as the activity choosing, 
evaluating, reflecting upon, and justifying the methods 
being used (Wellington, 2000). Research methodology 
refers to process in applying the most effective 
methods to obtain valuable data and achieve research 
aims with minimum cost.  
 
On this study, we use the secondary data to get the 
passengers perception about their satisfaction for the 
process and facility in safety and security at KLIA. We 
done correctly to distributed the questionnaire for 100 
respondents to know the passengers perception about 
this situation. The outcome that we will get is 
explained below. 
 

































To measure the level 
of safety processing 
area and satisfaction 
level of passenger.  
 
To measure the level 
of safety facilitating 
area and satisfaction 











4.0  FINDINGS 
 
Figure 1: Level of safety processing area and 
satisfaction level of passenger. 
 
 
Figure 1 show that the mean of passenger’s perception 
to the satisfaction of the safety and security process at 
KLIA. This data get from questionnaire method to 
know the average of passenger’s perception to the 
satisfaction of safety and security process in KLIA. 
Total number of respondent that we will target is 100 
passengers. Its mean that, the number of sample that 
we will use in this case study is 100. So, the value of 
the mean that will get from this method is about 3.45 
than 6.00. The value of mean show that many 
respondent are satisfy for the process that provide in 
KLIA. Although, there have many respondents are 
satisfy for the process in safety and security at the 
KLIA, but not much respondents strongly satisfy for 
the process that will provide there. Its only some of the 
passengers satisfy for the process that will provide. 















Figure 2: Level of safety facilitating area and 




Figure 2 show that the mean of passenger’s perception 
to the satisfaction of the safety and security facility at 
KLIA. This data get from questionnaire method to 
know the average of passenger’s perception to the 
satisfaction of safety and security facility in KLIA. 
Total number of respondent that we will target is 100 
passengers. Its mean that, the number of sample that 
we will use in this case study is 100. So, the value of 
the mean that will get from this method is about 3.86 
than 6.00. The value of mean show that many 
respondents are very satisfies for the facility that 
provide in KLIA. Although, there have many 
respondents are very satisfy for the facility in safety 
and security at the KLIA, but not much respondents 
strongly satisfy for the process that will provide there. 
Its only some of the passengers very satisfy for the 
facility that will provide. The standard deviation of 













Table 1: Relationship between variables 
 
_______________________________________ 
        Unstandardized    Standardized  
Model        Coefficints             Coefficints         
_______________________________________________ 
                                      Std.                      
              B        Error        Beta                t        Sig. 
_______________________________________________ 
1 (Constant)    2.890     .544                              5.317   .000 
    Process        -.157     .111         -.137            -1.413   .161 
    Facility        .335      .110          .296              3.040   .003 
_______________________________________________ 
Dependent Variable: Passenger’s Perception 
 
Table 1 show that the relationship between variables 
that involve in the case study to find the passenger’s 
perception to the satisfaction of process and facility in 
safety and security part in KLIA. This is usually done 
to compare the relative effects of independent 
variables on the dependent variable, when the 
independent variables are measured in different units 
of measurement (Sekaran and Bougie, 2009). This data 
get from using the Statistical Package for the Social 
Science (SPSS) method and test from the regression 
analysis in part of SPSS. From this analysis, the 
process in safety and security at KLIA not significance 
because the value of p is more than 0.05. To get the 
significance relationship among variables, the 
significance value or p must less than 0.05(p<0.05). 
Meanwhile, for the facility, it has significance value is 
about 0.003 less than 0.005. So, it show that, the 
sophisticated facility part in safety and security at 
KLIA has significance relationship to improve the 
effectiveness of facility in KLIA to get the passengers 
feel comfortable, safe, and satisfy for the facility that 
provide. Besides that, for the process part in safety and 
security not has a significance relationship. So, 
efficiency of process in safety and security part in 
KLIA need improvement to get more satisfaction 
among passengers.  
 
5.0 DISCUSSION  
 
5.1 Impacts to the efficiency process in 
 safety and security. 
 
Through this study, the positive effect obtained is able 
to improve the efficiency of the process in safety and 
security at the airport. When there is a problem at the 
airport, the efficiency of a process safety should be 
enhanced to control any adverse events from recurring. 
Therefore, the security must be done carefully to 
ensure and maintain the safety and well-being at the 
airport as well as the satisfaction of all passengers 
using any of the services at the airport. 
 
5.2 Impacts to the effectiveness and 
 improvements facility in safety and 
 security. 
The study also affect to the effectiveness and 
improvements facility in safety and security. This is 
because, given the problems that exist regarding the 
safety and security at the airport, then the 
improvements to the facility will be done for 
effectiveness in the use of technology and facilities. 
Therefore, when upgrading to a committed facility, the 






This study was done based on two main objectives like 
to identify the level of passenger perceptions would 
quality of the safety and security at the airport and to 
identify the influence of the quality of safety and 
security with user perception. So, Kuala Lumpur 
International Airport (KLIA) is the important part to 
people use the aircraft to get out and enter the county 
in any purpose either business, personal and so on. We 
can conclude that, the safety and security in the KLIA 
must safe and comfortable to get good performance 
from passengers about their satisfaction on that place. 
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